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(57) Abstract: An e-mail message [10] is analyzed to 
derive response information concerning a commercial 
transaction. Based on the derived information, 
commercial transaction data are automatically generated 
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DIRECT RESPONSE E-MAIL 
Field of invention 
5 This invention relates to direct response e-mail. 

Background of the Invention 
In direct response e-mail, a vendor, for example, 
can sell a product to a customer by sending an e-mail 
message to .the customer that describes the product and its 
10 price. The customer can order the product by returning an 
e-mail (sometimes called a direct response e-mail) that 
gives appropriate order information. The vendor can confirm 
the order by a return e-mail. The order information 
returned by the customer can sometimes be determined 
15 automatically using software that analyses the customer's 
reply e-mail . 

Summary of the Invention 
In general, in one aspect of the invention, an e- 
mail message is analyzed to derive response information 
20 concerning a commercial transaction. Based on the derived 
information, commercial transaction data are automatically 
generated in a format that is usable to automatically 
complete the commercial transaction. 

In general, in another aspect of the invention, an 
25 e-mail message is sent to a customer offering 'a product or 
service for sale. The e-mail message includes locations for 
response by the customer to indicate his intention to order 
the product or service. The customer returns an e-mail 
message that includes the response. Based on the received 
30 e-mail, order information is automatically generated in a 
format usable automatically by an order fulfillment system 
to cause the order to be filled. 

In general, another aspect of the invention includes 
automatically identifying response information which 
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requires resolution of an issue with the source of the e- 
mail message and automatically managing an e-mail dialog 
with the source to resolve the issue. 

In general, in another aspect, the invention 
5 features automatically sorting e-mail messages, based on 
response information contained in the messages, into e-mail 
messages that can be processed automatically to generate 
commercial transactions, e-mail messages in which the 
response information is inadequate to permit generation of 

10 commercial transactions, and e-mail messages that may be 

subjected to exception handling to yield information that is 
sufficient to generate commercial transactions. 

In general, in another aspect, the invention 
features automatically generating a confirmatory e-mail 

15 message to the source of the e-mail message confirming that 
a commercial transaction has been or will be completed. 

In general, in another aspect, the ' invention 
features receiving inbound e-mail messages that result from 
corresponding outbound e-mail messages associated with a 

20 marketing program, the inbound messages containing response 
information, each of the outbound messages being associated 
with a distinct piece of the marketing program. The 
response information in each of the inbound messages is 
automatically associated with the corresponding distinct 

25 piece of the marketing program. 

In general, in another aspect, the invention 
features automatically merging response information with 
corresponding information in a database for use in 
completing transactions. 

30 In general, in another aspect, the invention 

features identifying inbound e-mail messages that cannot be 
processed automatically to generate commercial transactions, 
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and using the database information to assist in exception 
handling of the identified inbound messages. 

Other advantages and features will become apparent 
from the following description and from the claims. 

Brief Description of the Drawing 
Figures 1A through 1C and 2A through 2B show e-mail 
messages . 

Figure 3 is a block diagram of a direct response e- 
mail system. 

Description of the Preferred Embodiments 
Outbound e-mail messages 

The two e-mail messages shown in figures 1A through 
1C and 2A through 2B are examples of outbound messages 
associated with commercial transactions. 

The example message 10 shown in figure 1 offers 
Harvard Business Review products. Message 10 includes basic 
copy 12 that is similar to basic direct marketing copy of 
the kind that is commonly used in e-mail marketing, Message 
10 also contains a section 14 giving instructions on how to 
order the products. 
Inbound e-mail messages 

To take advantage of the offer shown in figure 1, 
the recipient creates a reply e-mail message (the direct 
response message) and types the letters of the items that he 
wants to order in the first line of the body of the message. 
In other examples, the letters could be typed in the subject 
line or the last line of the body of the message. The user 
is also asked to correct and complete shipping and e-mail 
address information that has been merged into the outbound 
e-mail message in a section 16. In section 16, each of the 
entries is bounded by brackets. Another section could 
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contain merged billing information, not shown. The person 
who replies to the e-mail (the customer) is meant to include 
the corrections or additions within the indicated brackets. 
By allowing the recipient to take advantage of the 
5 offer simply by replying to the e-mail, rather than 

requiring the recipient to place an order by linking to a 
related web- site or to print the e-mail message and FAX it 
back/ or to call an 800 number, a much higher return rate 
can be achieved. For conventional outbound e-mail messages 

10 that require the recipient to click on an embedded URL to go 
to a web site, the returns may be on the order of several 
hundred percent on investment (the fee charged for 
delivering the outbound messages) . By enabling the 
recipient to provide direct response e-mail messages as in 

15 figure 1, the return on investment can be as high as several 
thousand percent. 

Figures 2A and 2B illustrate a similar outbound e- 
mail message in which there is no choice of products but 
only a single offer to be accepted or rejected. To take 

20 advantage of the offer, the recipient types M yes M in the 

subject line. In figure 2B, a shipping block 18 of the kind 
mentioned above is shown. (In this case, the shipping block 
contains no information because the shipping address is the 
same as the billing address.) 

25 One reason for including differential billing and 

shipping blocks is to acquire information in the return e- 
mail message that is similar to information captured in 
orders placed on a related web site. In a system in which 
web-site orders generate fields that can be fed directly to 

30 an automated order fulfillment process, it is useful to make 
the e-mail message information field-wise consistent to 
permit the information to be delivered automatically to the 
same order fulfillment process. 
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F.vce ption processing 

Processing the inbound e-mails (the ones with 
responses concerning commercial transactions from the 
recipients of the outbound e-mails) may require custom 
5 interaction with the recipients. For example, the wording 
of the outbound messages may be confusing to the recipients. 

As shown in figure 3, the system 40 enables the 
transactional e-mail message processor 42 to determine when 
a dialog with the recipient 44 is needed and then assists a 

10 human service representative 46 to conduct an effective 
dialog 48. The dialog can be conducted on behalf of the 
vendor 50 but without involving the vendor. Alternatively, 
the vendor's fulfillment process 52 can be notified 
electronically 54 of interaction that may be required. 

15 Easing the processing of responses that include customer 
orders is important because the orders typically come back 
quickly, e.g., within 36-48 hours, and in large volume. The 
ability to deal with questions that arise as a result of the 
contact from a customer service point of view keeps the 

20 vendor's customer service organisation from being 
overwhelmed by the responses that come back. 

The ability to process exceptions without involving 
the customer service organization of the vendor is based 
partly on knowing how the outbound e-mail messages were 

25 constructed. As a simple example, a recipient may ask an 
unnecessary question that could have been answered by 
reading the outbound e-mail message. The e-mail message 
processor can pull out the relevant portion of the message 
and send it back to the recipient to answer the question. 



5 



WO 01/06435 



PCT/US00/19403 



ProcOrder Process 

The inbound e-mail messages 60 are batch processed 
by a script called ProcOrder 62. ProcOrder parses the 
elements of the inbound e-mail messages in accordance with 
5 the original set up and instructions of the outbound e-mail 
messages 64. ProcOrder determines if all of the items that 
are required for an order to be completely processed 
automatically appear in the inbound e-mail message. For 
example, the script would look for the ordering token, such 

10 as the word "yes" or a series of letters depending on 

whether it is a single or multiple offer. The script would 
also look for footer information in the e-mail, message, 
including a code that identifies the given campaign and the 
given offer, as seen in block 66 of figure 2B. In that 

15 example, there are four components in the footer, but only 
two are represented because the other two are not required 
in this instance. The first element is a customer 
identifier 68, e.g. 861270. Then there is a space 70 
between two pipes that would contain the list identifier if 

20 there were one. There may be multiple recipient lists for a 
given marketing campaign. In the example, there is only one 
list, and there is no list identifier. A list number 243 
might refer to a list of people who made a purchase at the 
vendor's web site or who subscribed at the web-site for a 

25 listserv. 

The third footer item could be a source of awareness 
code 72, e.g., 3275, which identifies a particular marketing 
campaign. For example, in the case of figure 2, the code 
could refer to a Benchmarking Three-part Video Series offer. 

30 The last item in the footer, located between the 

final pipe and the first right bracket would be a flight 
identification code 74. A given campaign could have 
multiple flights of e-mail messages. 
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After looking for the footer information, the 
ProcOrder parser looks for fields in the billing and 
shipping address blocks that are required to complete the 
order. What is required may vary with the type of campaign 
5 but typically the minimum requirements are a name and a 
physical address. If the information is not completely 
available in the response e-mail message, the script checks 
to see if it is available in the database 76. If not 
available in either place, the script generates an exception 
10 entry for an exception list. The exception list is provided 
to a service representative 46 who can then act on it 
(without involving the vendor's customer service 
organization), e.g., by sending back an e-mail message 
asking for the shipping address. 
15 if all required information is available, the script 

generates a fully fielded valid order in a format required 
by the fulfillment system of the vendor and adds it to a 
batch of valid orders 78 which are sent electronically to 
the fulfillment process, 
20 Confirmation e-ma il message 

As a result of running the ProcOrder script, an e- 
mail message 80 is returned to each customer either to 
confirm an order or to request more information- In the 
latter case, a dialog ensues and is managed by software and 
25 through an exception handling service as explained earlier. 
For example, the customer's response could say something 
like "sure, send"; or "send it and I'll take a look." 
Shortly thereafter the customer would receive a confirmation 
"Thank you for your order; you can expect the CD-ROM in 
30 about seven business days. Please let us know if there is 
anything else we can do to help simply by replying to this 
e-mail . " 
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One-click ordering 

Another feature of the e-mail dialog with a customer 
involves simplifying and optimizing the presentation of 
content. In the examples of figures 1 and 2, the 
5 information is presented in a simple text format. It is 
useful also to provide in-line HTML code in the outbound e- 
mail message in a manner similar to the one-click ordering 
that Amazon.com offers in a web-site context. In one-click 
ordering, the customer sets up an account by providing 

10 credit card and shipping information. On subsequent visits 
to the web site, the customer can pick a product with one 
click, place an order, and have it shipped. A similar 
technique could be adapted to e-mail message interchange by 
embedding one-click ordering into e-mail. 

15 An advantage of in-line HTML code is the opportunity 

for a much higher response rate because of the higher 
graphical contact and higher level of engagement normally 
achieved by a graphical message. 
Template 

20 The outbound e-mail messages are set up in a 

standard format using templates 90 . The templates enable 
either a single-offer message or a multiple-offer message. 
Other templates are also possible, including one that embeds 
in-line HTML into the message as mentioned above, either for 

25 the single-offer or multiple-offer cases. 

In addition, a set-up tool 92 permits the parameters 
of a given campaign to be defined, including the source of 
awareness code, the flight identification code, the campaign 
identification code, and similar information. The set-up 

30 tool also permits defining the tokens that are to be used in 
a given campaign (for example, the letters assigned to 
different products being offered) . The set-up tool also 
allows a definition of the required fields that must appear 



WO 01/06435 



PCT/US00/19403 



in a given campaign to enable automated generation of orders 
to an existing fulfillment system. 

The set-up tool also provides a user interface that 
enables a vendor to help in entering the set-up information. 

The result of applying the tool to the templates is 
a set of outbound message forms 94 that are ready for use. 
Reporting tool 

After the template is set up and the system is ready 
to launch a flight, address 108 and other information 110. 
112 stored in the target list of customers is merged with 
the message forms, and the e-mail messages are automatically 
generated and sent by an outbound e-mail delivery engine 96. 
Customers then begin to respond. The ProcOrder script 
generates automatic orders to the fulfillment system and 
exception information for additional processing. 

A reporting tool 104 aggregates- information about 
the responses for a given campaign according to source of 
awareness code and flight. The information is made 
available on-line to the vendor and can be used for a 
variety of marketing purposes. The information could be 
generated as an Excel file attached to an e-mail, or as a 
paper-based report, or as an electronic file that is 
transferred on a batch basis. 

Gathering additional informatio n from database 

There may be an intermediate step between the 
parsing engine's (ProcOrder) extraction of information from 
an e-mail message and the generation of the valid order. 
The intermediate step could be a querying process 112 to 
gather additional information from an existing database. 
The additional information may not have been included in the 
outbound e-mail messages but may be needed to generate a 
valid order. For example, product codes 112 may be stored 
in the database but not included in the outbound e-mail 



WO 01/06435 



PCT/US00/19403 



message. The letters entered by the customer can be mapped 
to the actual product codes by reference to the tables of 
the database based upon the source of awareness code. 

The resulting valid order is a fully- fielded record 
5 that has the fields required by the client's order 
fulfillment system to process an order. 
Exception treatment 

Exception handling can be treated in different ways 
depending on the circumstances. For example, an exception 

10 might occur when a customer responds from an e-mail client 
that does not quote the original text of the outbound e-mail 
message. The inbound e-mail message then has the customer's 
e-mail address, a subject line that says "yes", and the 
original subject line from the campaign, but does not have 

15 the required information for the shipping address or the 
footer information. ProcOrder would kick that out as an 
exception, but the exception handling system would allow a 
response management representative 46, based on the e-mail 
address, to confirm, from the database 76, that all of the 

20 required information is available. Use of the subject line 
allows the system to tie back to the appropriate campaign 
and to figure out who is ordering and what he is ordering. 
A valid order can be created without further interaction 
with the customer other than to send him a confirmation that 

25 the system has been able to enter a valid order on his 
behalf. 

The system thus recognizes that it is not likely to 
be possible to automate every interaction with the customer, 
but it may be possible to complete a dialog with essentially 
30 all of the customers from whom inbound e-mail messages are 
received by automatically identifying messages that will 
require custom human handling and providing information and 
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tools that enable the human handlers to complete the 
exception transactions in an efficient manner. 
Non-order response processing 

Not every inbound e-mail message is an order. Non- 
order messages include undeliverable bounced messages to ad 
hoc customer service responses. Non-order inbound e-mail 
messages must be identified by the parsing engine. 

Undeliverable e-mail messages 114 are automatically 
separated from the inbound e-mail stream and stored for 
offline handling by a human response handling professional, 
who operates a script on the files of undeliverable 
messages. The script classifies them as "soft" and "hard, H 
parses e-mail addresses and footer data from the messages, 
matches the parsed records to the database, and flags 
appropriate records as "undeliverable". 

Other non-order messages also are handled manually 
as explained earlier. 
Vendor creation of e-mail campaigns. 

A campaign creation tool 126 is provided to a vendor 
to enable simple entry of all information needed to create 
an e-mail campaign, including all the parameters, the text 
of the messages, and the tables of data needed in the 
database. The vendor delivers the campaign electronically 
to the transactional e-mail processor which then delivers 
the e-mail messages, receive the responses, processes all 
exceptions, and returns to the fulfillment system the vendor 
orders in a proper format. 

A web-based vendor interface 128 enables on-line 
viewing by the vendor of the status of all campaigns, 
including the state of those that are in development and the 
results of those that are "live". The information is hosted 
by the transactional e-mail processor in part based on the 
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mechanism to check text and other content into the database. 

Alternatively, instead of automatically permitting 
the vendor to fully create a finished campaign, the vendor 
5 may be enabled to download and check into the database a 
proposed campaign. Then an account executive of the e-mail 
handler process would review it and work with the vendor to 
complete it before it is finally queued for distribution. 

Appendices A, B, and C contain more detailed 
10 descriptions of aspects of implementations of the invention. 
Appendix D contains source code written of an example of the 
ProcOrder process. 

Other implementations are within the scope of the 
following claims. 

15 What is claimed is: 
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e-mail Protocols, Structures, 
Definitions & Cycles 



MAIL CAMPAIGN 



A mail campaign is defined in terms of Flights. 





A flight contains one or more items that are being promoted but is not restricted to the manner in 
which the promotion is performed. A flight could be setup to promote a CD-ROM but has 
variances in the promotion of the item to the targeted mailing. These variances in a flight are 
called Tests. 




Testl 
cd-rom 
$5off 



Test2 
cd-rom 
$0off 



Test3 
cd-rom 
$10off 



Test4 
cd-rom 
free 



Testi 
cd-rom 
coupon 



TestFUl 
cd-rom 
$5off 



TestFU2 
cd-rom 
$0off 



TestFU3 
cd-rom 
SlOoff 



TestFU4 
cd-rom 
free 



TestFUS 
cd-rom 
coupon 



In order to reference the entities above, each are assigned Ids as follows: 



APPENDIX A 
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A Campaign 

- Has a Campaign ID , CID 

- Has 1 to n flights and flight follow-ups 



A Mailing 

- Has a Mailing ID, MID 

- Has a Client Code (SOAC). The mailing is performed on behalf of the client 

- Has a Flight ID, FID and a Flight Follow-up ID, FID 

A Flight 

- Has a flight ID, FID . 

- Shares a SOAC with its Flight Follow-up 

- Contains one or more Test Ids, TID 

- Has 1 to m items for sale 



An Item 

- Has an Item ID IID 

- Has an Item code (determined by the client) 

To summarize, the following ID acronyms are used: 

- MID - Member ID (ID of the person receiving the e-mail) 

- CID - Campaign ID 

- LID - maiLingID 

- FID - Flight ID 

- TID - Test ID 

- HD - Item ID 

" SID - Style ID (ID of the style of the e-mail message) 
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MAIL PROTOCOLS 



SMTP 

The Simple Mail Transfer Protocol (SMTP) is described in RFC 821 and is the way that two 
sites on the Internet exchange mail messages. 

The commands are: 

- HELO domain 

MAIL FROM: username 

- RCPT TO: username 

- DATA 

- QUIT 

Each command is terminated with a CR-LF pair. Replies start with a three-digit response code 
and continue with text designed to be read by users. 



POP3 

POP3 is the Post Office Protocol. If the site is always on the Internet, then mail would be sent 
with an SMTP-sender and received with an SMTP-receiver. However, it may cases it is not 
possible to maintain a permanent internet connection and in such cases, the Post Office Protocol 
is used to receive the inbound mail POP3 allows mail to be stored on machine that is always on 
the Internet and a receiving host connects to it, asks for any mail and disconnects. 

The commands are: 



- USER 


username 


- PASS 


password 


- STAT 




- LIST 


(message number] 


- RETR 


message number 


- DEL 


message number 


- LAST 




- QUIT 
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An outbound email message has a predefined stmcture. The message is created by combining 
together a text block with an email address. g 

The structure of an outbound mail message consists of a Property, Address, Subject, Header 
Body, Personal and Token. 



Headers 



Address 



Subject 



Salutation 



Body 



Personal 



Token 



Structure of an outbound e-mail message 

a) Headers 

The first few lines of an Outbound Mail message are called the Headers and have a defined 
format. This information is not normally displayed to the User by a Mail Client application and 
can only be viewed if the Client permits e.g., in Microsoft Exchange this information can be 
viewed by listing the properties of a mail message as follows: 

Received: by mail.kersur.net (mbox peterk) 

<with Cubic Circle's cucipop <vl.31 1998/05/13) Fri Mar 19 20:59:00 1999) 
X-From_: aestes@e~dialog.com Fri Mar 19 13:43:54 1999 
Return-Path: <aestes@e-dialog .com> 

Received: fromroontana.e-dialog.com (mail.e-dialog.com 1207 31 244 2]) 

by mail.kersur.net (8.9.1/8.9.1) with ESMTP id NAA10659 

for <peterk@sytech.com>; Fri, 19 Mar 1999 13:43:53 -0500 (EST) 
Received: by MONTANA with Internet Mail Service (5.5.2448 0) 

id <GZZPKKZ2>; Fri, 19 Mar 1999 13:43:57 -0500 
Message-ID: <B15DC0490C8AD211BDFD004005A0C2CC47F10B9MONTANA> 
From: Anthony Estes <aestes@e-dialog.com> 
To: pe t er kGsy tech. com 4 - <peterk6sytech.com> 
Subject: FW: Warning: could not send message for past 4 hours 
Date: Fri, 19 Mar 1999 13:43:54 -0500 
MIME- Vers ion: 1.0 

X -Mailer: Internet Mail Service (5.5.2448.0) 
Content-Type: multipart/mixed; 

boundary*^ " _=_NextPart_000_OlBE72 3 8 . 71C0EB9A " 

This message is in MIME format. Since your mail reader does not understand 
this format, some or all of this message may not be legible. 

_=_NextPart_000_01BE7238.7lCOE89A 

Content -Type: text/plain; 

charset= *iso-8859-l " 

_=_NextPart_000_01BE7238 . 71C0EB9A 

Content-Type: application/octet -stream; 

name= " ATTO 0547. TXT • 
Content-Disposition: attachment; 

f ilename="ATT00547 . TXT* 
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_=_NextPart_000_ClBE7 238.7 1C0EB9 A 

Content-Type: message /r£c82 2 

Message-ID: <B15DC0490C8AD2 11BDFD004005AOC2CC47EFF2GMONTANA> 

From: Anthony Estes <aestes9e-dialog.com> 

To: "Hillary Gaeth (E-mail)" <HGaeth@engage .com> 

Subject: * Thurs, Fri ? 

Date: Tue. 9 Mar 1999 08:04:20 -0500 

MIME- Vers ion: 1.0 

X-Mailer: Internet Mail Service (5.5.2448.0) 
Content-Type: text/plain 

_=_NextParc_000_01BE7 238.7 1C0EB9A-- 

A header starts with afield name followed by a colon and the field body. The contents of the 
field body may be rigidly defined or free form. 

The following headers are mandatory; that is, there must be a header with each of these names: 

- Date 

- From, or Sender and From 

- To, or CC (carbon copy), BCC (blind carbon copy) 

The following headers are optional: 

- Return-path 

- Received 

- Reply-To 
Message-ID 

- In-Reply-To 

- References 

- Keywords 

- Subject 

- Comments 

- Encrypted 

Some of these headers are obscure and rarely used. In addition, some mail clients generate their 
own extra headers. Many such extra header start with the characters 4< X-" because if extra mail 
headers are added to the RFC they will never start with these characters. 

A header may be split over two lines according to the following rules: 

- The split must be at a place where whitespace(blank or tabs) would normally occur; for 
example, not in the middle. of a username or similar field. 

- The continuation line must start with a space or tab. 

Similary, a header can have extra white spaces almost everywhere except in the middle of a field. 

Two headers that are given special attention in the context of this document are those that 
contain the address and subject. 

b) Address 

The address is a header that contains the email address of the person receiving the message. 
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c) Subject 

This is a header that describes the subject of the mail. Contained in the subject is a Subject 
Token in the form of two characters. For example, for the mail subject '** A Special Offer for 
Selected Managers', the Subject Token is ** 

The Subject Token is chosen to identify the Test ID of the mail message. 

d) Salutation 

The salutation is a text block in the outbound mail message that is personalized to the person 
receiving the message. The intention is to provide a personalized greeting and an indication of 
the sender. 

Froro: Harvard Business School Publishing <hbsp@e-care.com> 
To: 'esaXas9protelsa.com.pe' 

Subject: A Special Offer for Selected Manager 
Date: Tuesday, July 14, 1996 6:47 PM 

Prom the Desk of Laura Wir.ig 

Harvard Business School Publishing Corporation 
Boston, Massachusetts 

Tuesday, July 14, 1998 

Ms. Elizabeth Salas 

5700 Collins Avenue Apt 6h 

Miami Beach, FL 33140-2306 

Dear Ms. Salas: 

The information in italic is personalized and is combined with the remainder of the message at 
the time of dispatch. 



e) Body 

The body contains the main core of the message. The format and layout is fixed and not 
personalized for a particular test. 

SStSTtilfir^r" rePlY C ° thiS G ~ mail t0 taXe " VirtUal W ° rki R6al ResUlt£ " for a n °- 

s - — - — — 

ICI^Iu ?H Ue T" u" d Clien " in raulti P le locatlonsr^unicate more by email and 

Calls . than stings? Find your -office- is wherever you are ."any given 

moment? Then you're working "virtually- and you know that working effectively without proximity 
is essential m todays workplace. And you know it's not as easy as it looks Proximity 

r«l a ^! h Lr b ^ Sh , ir ' 9 a ™ ° f HarVar<3 Business Sch °°l. «e've combined extensive research and 

exam Pi es to create -Virtual Work: Real Results--a dynamic multimedia program that can 
improve your effectiveness working -virtually.' f * can 

— • — . „ _ 

Use this engaging tool and you'll understand: 

* the dynamics and politics of working virtually- 

and how to handle tough situations when you can't be face- to- face ; 

* how to most effectively use email, video conferencing, 
voice conferencing-and how to overcome fear of technology; 

* ways to build relationships and trust without "human touch" - 
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and how a virtual team can work efficiently and seamlessly. 



We bring you tricks of the trade from the experts in working virtually. 

Then, you gain confidence using these techniques through an interactive case study where you lead 
a virtual team through a project. You'll make decisions that determine the success of its 
efforts-all in a realistic, but no-risk, environment. 

Overcome the isolation and conflicting loyalties that are inherent in working in a virtual 
environment -and get ready for success with "Virtual Work: Real Results." 



Take "Virtual Work: Real Results" for a No-Obligation Test Drive. 



Simply reply to this email and we'll send you the program with our compliments. We're confident 
you'll find you're working more effectively in the virtual world. After 14 days, we'll send you 
an invoice for just $295 (single user license) . 

But remember, if you're not entirely pleased with the program, simply call us and we'll arrange 

to pick it up. You will owe nothing. 

Sincerely, 

Laura Winig 
Director 

In the above example the response with a "YES" is sufficient to indicate the purchase of the 
single product on offer. In a multi-product offer, the items would be listed and associated with a 
letter. For this type of mailing, the responder would list the letters in the response. 

A mailing may have a follow up Reminder' flight. This reminder would not go to respondents of 
the original flight. For example: 

On Wednesday, July 1, I sent you a special offer on "Virtual Work: Real Results": a new 
interactive CD-ROM from Harvard Business School Publishing. 

Since I haven't heard back from you, I wanted to send you a reminder Before the offer expires. 
If you are simply not interested, I apologize for the intrusion. 
= BELOW IS A REPRINT OF THIS SPECIAL OFFER = 

Simply type "YES" in your reply to this e-mail to take "Virtual Work: Real Results* for a No- 
Obligation Test Drive! 



Do you work with colleagues and clients in multiple locations? Communicate more by email and 
conference calls than through meetings? Find your "office" is wherever you are at any given 
moment? Then you're working "virtually" and you know that working 



confident you'll find you're working more effectively in the virtual world. After 14 days, we'll 
send you an invoice for just $295 (single user license) . 

But remember, if you're not entirely pleased with the program, simply call us and we'll arrange 

to pick it up. You will owe nothing. 

Sincerely, 

Laura Winig 
Director 



f) Personal 

The personal is added to the outbound message, after the mail body. The purpose of the text 
block is to request personal details from the respondent. The information requested is presented 
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FIRST NAME: [J 
LAST NAME: (] 
TITLE: [) 
COMPANY: () 
DEPARTMENT: [] 
ADDRESS 1: \) 
ADDRESS 2 : [ ] 

ADDRESS 3 : f) 
CITY: [] 
PROVINCE / STATE : ( ) 

POSTAL/ ZIP CODE [) 
COUNTRY: [] 
PHONE: [] 
FAX: () 
EMAIL : ( J 

These details are to determine the shipping and billing information, 
e) Token 

The token follows the Mail Body (or Mail Personal if applicable) and contains information about 
the mailing and also the addressee e.g., f [878119 (2815 |i] j 

The format of a Mail Token is 

[[MID I TID I SID]] 

where 

" ™ ^ mem ^ ershi P m assi g" ed to fte person receiving the outbound message 

" iSen aSSlgnCd 10 ° Utb0Und messa * e ' This would be rela * d to the Subject 

- SID is the style ID assigned to the style of the mailing i.e., single product or multi-product. 

These three pieces of information uniquely identify the receiver of the outbound message and 
also the information they received. Hence, the processing of a response is greatly simpUfied if 
the reply returns the mail token. J F 



In summary, an outbound message contains generic information that is the same in all the 
mailings of a test, and also personalized: 

Generic Personalized 
Subject Header 
Bod y Address 

Salutation 

Personal 

Token 
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THE ANATOMY OF AN INBOUND E-M AIL MESS AGE _ 

An inbound email message has a predefined structure. However, the structure may not be 
'structured 1 sufficiently for it to be automatically processed. 



Header 
Address 
Subject 
Response 



a) Headers 

The first few lines of an Inbound Mail message are Headers and have a defined format. This 
information is similar in format to that of the outbound message. If the response is produced by 
replying to an outbound message, (instead of creating it from scratch) then it is probable that the 
headers of the outbound will be in the inbound mail. 



b) Address 

The address is a header that contains the email address of the respondent. 

c) Subject 

This is a header that describes the subject of the mail. This is free-form text and no assumptions 
can be on its structure, it may be the subject that was used in the outbound mail. 

d) Response 

The response is a text block containing the message from the respondent. It should not be 
assumed that the response has any structure since a responder has the freedom to write a reply in 
"free format" and is not forced to a guideline. This creates a number of problems for the 
processing of an inbound response since rigid rules cannot be applied. 

The points that can be noted about a response are that: 

- All responses will contain headers. 

• All responses will contain the responders email address. 

- All responses will contain a subject. The textual content of the subject cannot be assumed 
since it can be freely edited and so may not resemble the content of the outbound. If a 
subject contains a Subject Token then it should correspond to the TED. 

- If the response contains the Mail Token then the MID, TED and SID will be available and 
consequently it will be clear on the approach that should be taken in processing the response 
i.e., the handling of a single product 4 YES* versus a multi-product *ADG\ 
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AN E-MAIL LIFE CYCLE 



OUTBOUND 
a) Create an outbound message 

An outbound email message consists of texts block that contains information and one or many 
Mail Template 0 '" 5 ' ^ ° f *" ° Utb ° Und mCSSage * S ° metimCS refeiTed to as a 



b) Deploy the outbound message 

The message can be deployed to anyone for whom an e-mail address is available The address 
information in a Mail List (e.g., database, listserve) is merged with the Mail Template and sent 
In some cases, the X-Headers are also personalized to reflect the purpose of the outbound mail ' 
message. 



Mail List 
Data Source 

Mail 
Template 



Merge & 




Outbound 


Personalize 




Mailer 


Headers & / 




Message 




Sendmail, 






Exchange 





INBOUND 

a) Receive a Reply 

The content of a reply can have various forms 

- The reply responds to the outbound message e.g., an order. 

- The reply requests to unsubscribe from future mailings. The reply contains an indication that 
the respondent does not wish to receive any further mailings e.g, UNSUB, UNSUBSCRIBE 
UNJOIN and REMOVE. 

- The reply requests customer service and ad hoc questions. 

- The reply indicates a change in personal details or to be added to the mailing list. 



There is also the possibility that the outbound message did not reach its final destination and 
that it bounced back. There are two categories of bounces, hard bounces and soft bounces. 

A hard bounce notification indicates outright failure. For a hard bounce, the subject would 
contain a message of the following form: 

Returned mail: Host unknown (Name server: ssoofftteecchh.com: host not found) 
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The sender of a hard bounce is usually specific such as: 

Mail Delivery System (MAILER- DAEMON] 

A hard bounce can also be detected in the response X-Header: 

Received: by mail .kersur .net (mbox peterk) 

(with Cubic Circle's cacipop (vl.31 1998/05/13) Fri Mar 19 21:04:39 1999) 
X-From_: MAILER- DAEMON Fri Mar 19 21:04:36 1999 
Return-Path: <MAILER- DAEMON > 
Received: from localhost (localhost) 

bymail.kersur.net (8.9.1/8.9.1) with internal id VAA20320; 

Fri, 19 Mar 1999 21:04:36 -0500 (EST) 
Date: Fri, 19 Mar 1999 21:04:36 -0500 (EST) 
From: Mail Delivery Subsystem <MA I LER- DAEMON > 
Message-Id: <199903210204 . VAA20320@mail . kersur ,net> 
To; <peterkQsytech.com> 
MIME- Vers ion : 1.0 

Content -Type: multipart /report; r eport- type =de livery -status ; 

boundary^ ' VAA20320 . 921981876 /mail . kersur . net' 
Subject: Returned mail: Host unknown (Name server: ssoofftteecchh.com: host not found) 
Auto-Submitted: auto-generated (failure) 

The response body can also contain failure information: 

The original message was received at Fri, 19 Mar 1999 21:04:35 -0500 (EST) 
from dialuplll.kersur.net [207.180.95.76) 

The following addresses had permanent fatal errors 

<JohnSmi thOSSOOFFTTEECCHH . com> 

Transcript of session follows 

550 <JohnSmith@SSO0FFTTEECCHH.com> . . . Host unknown (Name server: ssoofftteecchh.com: host not 
found) 

Softbounces can be of three types: 

° NonDeliveryNotification occurs when a given message has not been delivered yet but 
will continue to try and deliver for a further specified period of time. This state can 
be detected in the response subject: 

FW: Warning: could not send message for past 4 hours 

The response can also be detected in the response body: 



THIS IS A WARNING MESSAGE ONLY 
** YOU DO NOT NEED TO RESEND YOUR MESSAGE "* 



The original message was received at Tue, 9 Mar 1999 08:00:18 -0500 (EST) 
from mail.e-dialog.com (207 . 31 .244 .2 J 

. The following addresses had transient non-fatal errors 

hgaethGandexcQl . cmgi . com 

(expanded from: <HGaeth@engage.com>) 

Transcript of session follows 

hgaeth8andexc01.cmgi.com... Deferred: Connection refused by 
andexcO 1 . cmgi . com . 

Warning: message still undelivered after 4 hours 
Will keep trying until message is 3 days old 

° AutoResponders are notifications which actually indicate delivery but are sent by mail 
agents to indicate that the user will not be able to respond immediately (possibly on 
vacation) but the sender should expect a response when they return. 

0 Unknown 
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b) Process the reply 

Automatic processing of an e-mail response is defined as the ability to determine accurately the 
requirements of the reply by using text inspection and search rules accurately the 

To automatically process an e-mail response, there are a number of criteria that need to be 
sausfied by the content of the reply. The main three criteria are: 

ci) Who is the Respondent 

cii) What outbound message is the response to 

ciii) What does the Respondent require 

The exception to the above are hard and soft bounces that are identified by other e-mail 
properties. J 

Since all legitimate mail responses will contain the e-mail address of the Sender this can be 
regarded as a base mformation for all responses. This information fulfills criteria ci) but alone is 
not sufficient for a response to be processed automatically. 

Sotelf m tiSfied ^ i h6 f SUbjeCt T0keh ' Pr ° Vided thC reS P° ndent has not alter <* 

Note that the Style ID is implied if criteria cii) is satisfied. 

Another source of information is the Mail Token. For a reply that contains a Mail Token, both 
criteria ci) and cii) can be determined. 

But how is criteria ciii) satisfied? There is no simple solution to this question since the answer 
lies ,n the body of the reply, which is in "free form' . The only method available that can 
determine the requ.rements of the respondent is to parse the email reply based on the SID. 

c) Produce Reports 

produfe e d em,ininE reqUiremen, ° f the inbound e ' maiI - da,abase ent ries and reports can be 
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Design Specification for 
QuickReply 

pUICKREPLY 

The QuickReply application is used to process e-mail responses to mailing campaigns. The 
building and sending of the e-mail messages is not within the scope of QuickReply. 

The test within a campaign's flight provides the outbound e-mail message. The message will 
contain both generic and personalized information and will normally require a response from the 
person the message is sent to. 

Responses to a test are received in the Inbox folder of the mailbox. The design objective of 
QuickReply is to read the responses from the Inbox, and decide from its content the requirements 
of the response. On determining (or not determining) the requirement, the response is filed to 
pre-configured sub-folders and the appropriate tracking database is up-dated. 

QuickReply will generate diagnostic information that will support the reasoning on how it 
reached its decision. 

The main data storage area of QuickReply is Microsoft Access relational database. Appropriate 
records will be added to this database as the response processing is performed. In addition, it is 
likely there will be responses that cannot be automatically processed and, in such cases, 
Customer Service will use QuickReply in manual mode. Manual mode will also add records to 
the appropriate tables in the database. 

The information in the database will be used to generate reports. 



APPENDIX B 
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MAILBOX ORGANIZATION 

Mailbox - <Client Reference e.g., HBSP) 
Campaign CID 
Flight FID 
AC 

YYMMDDhh 
AddChange 

YYMMDDhh 
BouneesHard 

YYMMDDhh 
BouncesSoft 

YYMMDDhh 

Master 
Order 

YYMMDDhh 
Unclear 

YYMMDDhh 
Unsubscribe 

YYMMDDhh 

Inbox 

YYMMDDhh 

In the above, YYMMDDhh is a directory named after the year, month day and hour Thk 
fonnat reflects the date and time the entries were placed in that fXr 

Each test flight will have a number of responses associated with it. When QuickReplv 
category a response, n will be automatically moved from the Inbox to uSJSSL sub- 



- AC 

- AddChange 

- BouneesHard 

- BouncesSoft 

- Master 

- Order 

- Unclear 

- Unsubscribe 



Responses for customer service to process manually 
Responses that contain personal detail changes 
Hard bounces 
Soft bounces 

Master version of the outbound mail 
Responses with an order 

Responses that are unclear as to how they should be processed 
Response to unsubscribe 
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E-MAIL STYLES 



The Style ID (SID) of a response indicates the approach that should be taken by QuickReply 
during processing. 



The SID is a two-digit numerical value 

XY 

where: 

- X=l indicates the outbound Personal block is included in the outbound message. 

- Y=message layout style described below. 

The following two layout styles are supported: 
a) Single Product Offer - layout style=l 

This style offers one product. The respondent is asked to reply "YES" if they are interested. 



b) Multi-Product Offer — layout style=2 

The mailing information is based on information in a relational database. This style offers a 
number of products the respondent can choose from. For example, the outbound message could 
contain: 

Your choices (detailed below) are: 

A: The work of Leadership Audio 

B: Leading Your People Audio 

C: Leading Change Successfully Audio 

D: Overcoming Resistance to Change Audio 

E: Gaining Competitive Advantage Audio 



The respondent makes a choice and responds by stating their requirement in the free format e.g., 
"please send me ABE". 

The number of items can vary as well as the choice symbol i.e., 1,2,3, could be used instead of 
A,B,C. 
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The general processing and reporting function is described below The eeneral flow in 

nTSSKSS ,0 de,Cm,ine memberShl ' P ^ (MID >' ^ ^nVS5>"»d style 
(SID) 3,1(1 ,hen P^ 0 ™ an ^nation of the response to determine the requirement 

The processing criteria can be summarized as follows- 

ci) who is the Respondent? 

cii) what is the response to? 

ciii) what does the Respondent require? 

AH inbound responses are targeted to the Inbox of the Client's 
Mailbox. On a periodic basis, the responses in the Inbox will be 
processed. 




ci) Who is the respondent? - Determine the MID 

J?f h fMm eral h WayS i " Which the Membership Information can be determined. The importance 
of the MID ,s that could provide a handle to the Members personal information mp0Ttmcc 



a) Extract the Response Address from the response. Determine if a 
unique record exists for the Address. If a unique address exists 
then the MID is determined. If the record is not unique then 
examine the mail token. 



b) If the Mail Token exists then the MID is determined. Use the 
MID to confirm that the respondents e-mail address is the same as 
that in the database. If the addresses are different then report that 
this was the case but continue to process. 



c) If the SID indicates that the Personal block was included in the 
outbound, the extract the Member details from the Mail Personal 
The extraction assumes that the response information is in square 
brackets *[]*. The field definitions are defined in the database 
together with an indication of those that have to be completed by 
the responder. If Mail Personal is not complete (the fields are 
indicated in the database), move the response to Unclear and 
report. 



Determine 
MID from 
Address 


Database | 




^^ResulteJ^ 


Determine 
MID from 
Mail Token 


*| Database | 




^Rwuhs^ 


Determine 
MID from 
Mail Personal 


*| Database I 


4 U 


~*j Results [0 



d) If the MID cannot be determined, move the response to Unclear 
and report. 
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cii) What is the response to? - Determine the TID and SID 

The next stage in response processing is to determine what the response is to. This can be 
determined from the Test ED. 



a) If the Mail Token exists then extract the TID and SID. If the 
Mail token is absent, report but continue the determination of the 
TID. 



b) Determine the TED from the database based on the Mail Subject 
of the response. If the look-up is successful, then the SID will also 
be determined. 



c) At this stage the TID and SED should be known. If not, move 
the response to Unclear and report. 



Examine 
Mail Token 



ken . i — - | 
h+j Resultsljj 
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ciii) What does the Respondent require? 

With the MID TDD and SID determined, the response message(s) are still of no value until it is 
established what the respondent requires. The obvious approach to this problem is to compare 
the response with the original and try to make some sense of the differences. 



a) If the Mail Subject did not contain the Subject Token, examine 
for words that appear in the word action table. Any bounced 
responses are moved to the Bounce sub-folders. Any unsubscribe 
requests are moved to the Unsub sub-folder. 



Examine the 
Subject for 
, ^words' 




C U»j^ ResultsjIJ 



b) If the SID indicates a single item promotion, examine the Mail 
Subject for words that appear in the word action table. Any order 
responses are moved to the Orders sub-folders. 



c) Examine the response for words that appear in the word action 
table. Any bounced responses are moved to the Bounce sub- 
folders. Any unsubscribe requests are moved to the Unsub sub- 
folden 



Examine the 
Subject for 
'order' 



Examine the 
Response for 
'words' 




.-^Resujts^^ 




d) Remove all the text of the outbound message from the response. 



e) Normalize the response. Remove characters from the beginning 
of each line. The list of characters to be removed are in the word 
replacement table with ModeID=LineStart. 



Normalize 
the Response 



0 Replace phases from the normalized response. The phases that 
are replaced are given in the word replacement table with 
ModeID=PhaseReplace. 



g) If the SID indicates that there is only a single item on 
promotion, examine the normalized response for words that 
indicate an order of a single product item. The words are in the 
word action table with the ActionID=:SingleOrder. If order 

h) If the SID indicates that there are multi-items on promotion, 
examine the normalized response for phrases that indicate an order 
of multi-items. The words are in the word action table with the 
ActionED=MultiOrder. In the case of multi-products, the 



Re- normalize 
the Response 



Examine 
Response for 
'single 



Examine 
Response for 
'multi' 



Database 
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information the StartOption and EndOption from the bindings table 
are used to verify that item(s) ordered are in the correct choice 
range. 



i) Any order requests are moved to the Orders sub-folder. 



j) If the purpose of the response cannot be determined, then move 
the response to the Unclear sub-folder. 
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DATABASE ORGANIZATION 

QuickReply uses two types of databases that are stored in Microsoft Access. The first database 
is part of the QuickReply application and contains high-level information on the campaigns, 
flights and tests. The second database is specific to a particular Client Test. 



a) QuickReply Database 

The QuickReply database contains the information that binds campaigns, flights and tests. 



tblTestBindings 
Test ID 
Client ID 

Client Test Database 
Subject 
Style ID 
StartOption 
EndOption 
Campaign ID 
Mailing ID 
Flight ID 

tblOutboundPersonal 

Test ID 

Question 

AnswerLen 

AnswerReq? 

tbIWord Actions 
Word 
Action ED 

tblWordRepIacement 

Phase 

Replacement 
Mode ID 



contain Test bindings 

unique 

database name used for the test information 
subject text of the outbound test 
the style of the outbound message 
character of the first item in the test 
character of the last item in the test 



contains personal details that appear in a test 

unique 

prompt displayed in personal block e.g., First Name 

the maximum length of the answer 

flag to indicate that an answer must be given 

contains words that convey an action 

unique 

action id for this word e.g., 'bounce' 

contains phrases and their replacement 

unique 

replacement to the phrase 
type of replacement 



b) Client Test Database 

tblMembers - contains member details 

Member ID unique 

Email 

Prefix 

First 

Middle 



32 



WO 01/06435 



PCT/US00/19403 



Last 

Suffix 

Title 

Company 

BillAddress 1 ShipAddress 1 
BiIlAddress2 ShipAddress2 
BillAddress3 ShipAddress3 
BillCity ShipCity 
BillState ShipState 
BillZip ShipZip 
BillCountry ShipCountry 
Tel 
Ext 
Fax 
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Claims 

1 l . A machine-based method comprising 

2 analyzing an e-mail message to derive response 

3 information concerning a commercial transaction, and 

4 based on the derived information, and 

5 automatically generating commercial transaction data 

6 in a format that is usable to automatically complete the 

7 commercial transaction. 

1 2 . The method of claim 1 in which the commercial 

2 transaction comprises an 'order for a product or service . 

1 3. The method of claim 1 in which the e-mail 

2 message comprises at least part of an e-mail sent to a 

3 customer and responses of the customer to the e-mail. 

1 4. The method of claim 1 in which the automatic 

2 completion of the commercial transaction comprises order 

3 fulfillment. 

1 5. A machine-based method comprising 

2 sending an e-mail message to a customer offering a 

3 product or service for sale, the e-mail message comprising 

4 locations for response by the customer indicating his 

5 intention to order the product or service, 

6 receiving from the customer an e-mail message that 

7 includes the response, 

8 based on the received e-mail, automatically 

9 generating order information in a format usable 

10 automatically by an order fulfillment system to cause the 

11 order to be filled. 

1 6. A machine-based method comprising 

2 analyzing an e-mail message to derive response 

3 information concerning a commercial transaction, 

4 automatically identifying response information which 

5 requires resolution of an issue with the source of the e- 

6 mail message, and 
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7 automatically managing an e-mail dialog with the 

8 source to resolve the issue, 

1 7. The method of claim 6 in which at least some of 

2 the e-mail dialog is performed automatically. 

1 8. Software guided interactive e-mail dialogs to 

2 resolve, on behalf of a vendor, customer issues that occur 

3 in direct response e-mails that are automatically identified 

4 as requiring a dialog. 

1 9 . A machine-based method comprising 

2 automatically sorting e-mail messages, based on 

3 response information contained in the messages, into e-mail 

4 messages that can be processed automatically to generate 

5 commercial transactions, e-mail messages in which the 

6 response information is inadequate to permit generation of 

7 commercial transactions, and e-mail messages that may be 

8 subjected to exception handling to yield information that is 

9 sufficient to generate commercial transactions. 

1 10. A machine-based method comprising 

2 analyzing an e-mail message to derive response 

3 information concerning a commercial transaction, and 

4 automatically generating a confirmatory e-mail 

5 message to the source of the e-mail message confirming that 

6 the commercial transaction has been or will be completed, 

1 11. A machine-based method comprising 

2 receiving inbound e-mail messages that result from 

3 corresponding outbound e-mail messages associated with a 

4 marketing program, the inbound messages containing response 

5 information, each of the outbound messages being associated 

6 with a distinct piece of the marketing program, and 

7 automatically associating the response information 

8 in each of the inbound messages with the corresponding 

9 distinct piece of the marketing program. 
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1 12. The method of claim li in which the piece 

2 comprises a marketing campaign or a marketing flight. 

1 13. The method of claim 11 in which the inbound 

2 messages contain information that links them to the 

3 corresponding outbound messages, and the associating step 

4 uses the link information. 

1 14. The method of claim 13 further comprising 

2 automatically parsing the inbound messages for order 

3 information. 

1 15, A machine^based method comprising 

2 sending outbound e-mail messages associated with 

3 commercial transactions, 

4 storing information related to each of the outbound 

5 messages in a database, the information being useful for 

6 completing the commercial transactions, the information not 

7 being contained in the outbound messages, 

8 analyzing inbound e-mail messages that result from 

9 the outbound messages and that contain response information 

10 useful in completing the commercial transactions, and 

11 automatically merging the response information with 

12 corresponding information in the database for use in 

13 completing the transactions. 

1 16. A machine-based method comprising 

2 sending outbound e-mail messages associated with 

3 commercial transactions, 

4 storing information related to each of the outbound 

5 messages in a database, the information being useful for 

6 completing the commercial transactions, the information not . 

7 being contained in the outbound messages, 

8 analyzing inbound e-mail messages that result from 

9 the outbound messages and that contain response information 
10 useful in completing the commercial transactions, 
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11 identifying inbound e-mail "messages that cannot be 

12 processed automatically to generate the commercial 

13 transactions, and 

14 using the database information to assist in 

15 exception handling of the identified inbound messages. 
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WILLIAM HERP ' f< 

FROM: HARVARD BUSINESS SCHOOL PUBLISHING 

SENT: WEDNESDAY, DECEMBER 16. 1998 9: 19 PM 

TO: WILLIAM HERP 

SUBJECT: = NEW INSIGHTS FROM HARVARD BUSINESS REVIEW 

HARVARD BUSINESS SCHOOL PUBLISHING CORPORATION 
BOSTON, MASSACHUSETTS USA 

THURSDAY, DECEMBER 17, 1998 

DEAR WILLIAM HERP, 

ONTHURSDAY, DECEMBER 3RD, WE WROTE YOU REGARDING A SPECIAL OFFER ON THE 
HARVARD BUSINESS REVIEW PAPERBACK SERIES. SINCE WEHAVE NOT HEARD BACK, WE 
WANTED TO FOLLOW UP BEFORE THIS SPECIAL OFFER CLOSES. IF YOU ARE SIMPLY NOT 
INTERESTED, WE APOLOGIZE FOR THE INTRUSION. BELOW PLEASE FIND THE ORIGINAL 
OFFER IN ITS ENTIRETY. K n 

THE HARVARD BUSINESS REVIEW PAPERBACK SERIES BRINGS YOU THE LATEST AND MOST 
SIGNIFICANT THINKING ON TODAY'S M0STPRESS1NG MANAGEMENT CHALLENGES. THESE 
INSIGHTFUL COLLECTIONS ARE THE DEFINITIVE RESOURCE FOR PROFESSIONALS. 

EACH TITLE: 

+ PROVIDES A BROAD UNDERSTANDING OF AN ISSUE 

+ IS CLEARLY WRITTEN AND, IN MANY CASES. DRAWS UPON REAL COMPANY EXAMPLES 
+ HELPS YOU CONSTRUCT A USEFUL CONCEPTUAL FRAMEWORK FOR DECISION-MAKING 
AND IMPLEMENTATION 
+ CONTAINS EIGHT ARTICLES FROM HARVARD BUSINESS REVIEW 

<> EACH PAPERBACK IS SI 9.95 PLUS SHIPPING AND HANDLING o , 

<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<<^ 

TO ORDER ONE OR MORE OF THESE PAPERBACKS. SIMPLY REPLY TO THIS MESSAGE AND 
NOTE THE LETTER (A-F) OF THE HARVARD BUSINESS REVIEW PAPERBACK YOU WOULD LIKE 
TO RECEIVE. PLEASE TYPE THE LETTERS IN THE 1ST LINE OF THE BODY OF YOUR REPLY 
E-MAIL. SHIPPING AND HANDLING CHARGES WILL BE APPLIED TO EACH ORDER. 

YOUR CHOICES (DETAILED BELOW) ARE: 



HARVARD BUSINESS REVIEW ON CHANGE PAPERBACK L 
HARVARD BUSINESS REVIEW ON KNOWLEDGE MANAGEMENT PAPERBACK f\- 14 

HARVARD BUSINESS REVIEW ON STRATEGIES FOR GROWTH PAPERBACK 
HARVARD BUSINESS REVIEW ON MEASURING CORPORATE PERFORMANCE PAPERBACK 
HARVARD BUSINESS REVIEW ON LEADERSHIP PAPERBACK 

F: THE EXECUTIVE COLLECTION - ALL FIVE TITLES FOR S89 

OR IF YOU PREFER. CALL 1-800-668-6780 (617 496-1449 OUTSIDE THE U.S.) 
MON. - FRI. 8 A.M. - 6 P.M. EST. PLEASE BE SURE TO MENTION PRIORITY CODE 3202. 

»»»»»»»»»»»»»»»»»»»»>»»»»»»»»»»»»»» 

FIG. 1A 
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A: ** HARVARD BUSINESS REVIEW ON CHANGE ** 

PROVIDES LANDMARK IDEAS TO HELP YOU UNDERSTAND THE BEST WAYS FOR YOUR 
ORGANIZATION TO MANAGE CHANGE. INCLUDES ARTICLES BY JOHN KOTTERAND MORE. 
(240PP/#8842/$19.95) 

B. ** HARVARD BUSINESS REVIEW ON KNOWLEDGE MANAGEMENT ** 

HIGHLIGHTS THE LEADING-EDGE THINKING AND PRACTICAL APPLICATIONS ON HOW COMPANIES 

GENERATE COMMUNICATE, AND LEVERAGE KNOWLEDGE ASSETS. INCLUDES ARTICLES BY PETER 

DRUCKER, JOHN SEELY BROWN. AND MORE. 

(240PP/S8818/S19.95) 

C: ** HARVARD BUSINESS REVIEW ON STRATEGIES FOR GROWTH ** 

PRESENTS THE LATEST TACTICS FOR HELPING MANAGERS FIND AND EXPLOIT THE BEST 

OPPORTUNITIES FOR GROWTH AND PROFITABILITY. INCLUDES ARTICLES BY ARIE DE GEUS, 

JEFFREY RAYPORT, AND MORE. 

(240PP///8850/S19.95) 

D: ** HARVARD BUSINESS REVIEW ON MEASURING CORPORATE PERFORMANCE ** 

OFFERS INSIGHT ON WHAT YOU NEED TO MEASURE AND HOW PERFORMANCE MEASURES CAN 

ALIGN AN ORGANIZATION AND BOOST PRODUCTIVITY. INCLUDES ARTICLES BY PETER DRUCKER, 

ROBERT KAPLAN AND DAVID NORTON. AND MORE. 

(240PP/#8826/S19.95) . 

E: ** HARVARD BUSINESS REVIEW ON LEADERSHIP ** 

PRESENTS PROVEN FUNDAMENTALS OF LEADERSHIP AND CHALLENGES MANY LONG-HELD 
ASSUMPTIONS ABOUT THE TRUE SOURCES OF POWER AND AUTHORITY. INCLUDES ARTICLES BY 
JOHN KOTTER. JOSEPH BADARACCO, JR.. AND MORE. 
(240PP/#8834/S19.95) 

F: PURCHASETHE EXECUTIVE COLLECTION (INCLUDES ALL FIVE TITLES) FOR JUST S89- A SAVINGS 
OF MORE THAN 10%. (PRODUCT #74 1 9BN) 

««««««««««««««««««««««««««««««««««««< 



FIG. IB 



SUBSTITUTE SHEET (RULE 26) 



WO 01/06435 



PCT/USOO/19403 



3/6 



«««««««««««««««««««««««««««««««««« 

OEACH PAPERBACK IS $19.95 PLUS SHIPPING AND HANDLING O 



IMPORTANT NOTE FOR OUR CUSTOMERS OUTSIDE THE U.S.: PURCHASERS ARE 
RESPONSIBLE FOR ALL DUTIES, TAXES, BROKERAGE FEES, AND/OR IMPORT FEES IMPOSED 
BY THE COUNTRY OF IMPORT. SHIPPING AND HANDLING CHARGES WILL BE APPLIED TO 
YOUR ORDER. DELI VERY TO CANADA: SI 4.00 FOR THE FIRST TITLE, $2.00 FOR EACH 
ADDITIONAL TITLE. INTERNATIONAL DELIVERY OUTSIDE NORTH AMERICA: $20.00 FOR THE 
FIRST TITLE, $5.00 FOR EACH ADDITIONAL TITLE. 

PLEASE ALSO REVIEW AND UPDATE THE ADDRESS INFORMATION BELOW SO THAT WE CAN 
PROCESS YOUR REQUEST PROMPTLY. 



FIRSTNAME: 
LAST NAME: 
TITLE: 
COMPANY: 
DEPARTMENT: 
ADDRESS I: 
ADDRESS2: 
ADDRESS3: 

CITY: 

PROVINCE/STATE: 

POSTAL/ZIP CODE: 

COUNTRY: 

PHONE: 

FAX: 

EMAIL: 



[WILLIAM] 
HERP] 

PRESIDENT) 
E-CARE GROUP INC.] 

] 

1646 MASSACHUSETTS AVE.] 

] 

] 

[LEXINGTON] 
(MA] 
[2173] 
[] 

I ) 
[ ] 

[WHERP@E-CARE.COM] 



16 



[[891270||3202|]] 
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WILLIAM HERP 



FROM: 
SENT: 
TO: 



SUBJECT: 



HARVARD BUSINESS SCHOOL PUBLISHING 
MONDAY, FEBRUARY 08, 1999 825 PM 
WILLIAM HER? 

** AFREE NO-OBLIGATION TRLVL FROM HARVARD BUSINESS REVIEW 



FROM THE DESK OF LAURA W1N1G 

HARVARD BUSINESS SCHOOL PUBLISHING CORPORATION 

BOSTON, MASSACHUSETTS 

MONDAY, FEBRUARY 8, 1999 



-INTRODUCING— 

♦BENCHMARKING* A NEW THREE-PART VIDEO SERIES FROM HARVARD BUSINESS SCHOOL PUBLISHING 
CORPORATION 

TO TAKE 'BENCHMARKING* FOR A NO-OBLIGATION 14-DAY TEST DRIVE SIMPLY REPLY TO THIS E-MAIL 
WITH THE WORD "YES" IN THE SUBJECT LINE 



DEAR WILLIAM HERP: 

INTERESTED IN UNEARTHING NEW IDEAS AND UNCONVENTIONAL SOLUTIONS FOR THE CHALLENGES 
FACING YOUR COMPANY? HERE AT THE PUBLISHING ARM OF HARVARD BUSINESS SCHOOL, WE'VE CREATED 
AN EXCITING NEW PROGRAM THAT CAN SHOW YOU HOW SOME LEADING COMPANIES USE BENCHMARKING 
- STUDYING AND EMULATING TOP PERFORMERS INSIDE, AND OUTSIDE THEIR INDUSTRIES - TO ELIMINATE 
LONG-STANDING PROBLEMS AND BECOMETOP PERFORMERS. 

DISCOVER HOW NEW PRACTICES CAN BEAPPL1ED TO YOUR ORGANIZATION - WITH IMPRESSIVE AND 
MEASURABLE RESULTS - IN BENCHMARKING, AN INNOVATIVE THREE-PART VIDEO SERIES. WEIL TAKE 
YOU DEEP INSIDE PROFILED COMPANIES SUCH.AS MOB1L01L. GTE, AND SUNHEALTHTO LEARN HOWTHEY 
IDENTIFIED "BEST OF CLASS" COMPANIES TO BENCHMARK IN ORDER TO IMPROVETHEIR OWN 
PERFORMANCE. 

YOU'LL SEE HOW BENCHMARKING CAN GIVE YOUR TEAM A COMMON RALLYING POINT AND MOTIVATE 
COORDINATED ACTION. YOU'LL LEARN HOW-TO IDENTIFY PROCESSES TO BENCHMARK, HOWTO FIND THE 
RIGHT PARTNER AND HOW TO INITIATE THE FIRST STEPS (EVEN ON A LIMITED BUDGED. YOU'LL FIND OUT 
HOW TO DENTIFY NOVEL OPPORTUNITIES, HOW TO STRUCTURE YOUR EFFORTS FOR SUCCESS, EVEN 
PROPER BENCHMARKING ETIQUETTE EACH CONCEPT IS CLEARLY EXPLAINED AND ILLUSTRATED TO 
FACILITATE IMPLEMENTATION. 

BENCHMARKING FOR CONTINUOUS IMPROVEMENT. BENCHMARKING CORE PROCESSES, AND 
BENCHMARKING OUTSIDE THE BOX BRING YOU FIRSTHAND COMMENTARY FROM SENIOR EXECUTIVES, 
INDUSTRY EXPERTS. AND FRONT-LINE PERSONNEL IN A FAST-PACED DOCUMENTARY STYLE- THAT 
GENERATES INTEREST. UNDERSTANDING, AND ENTHUSIASM FOR THESE IMPORTANT IDEAS. THESE VIDEOS 
WILL STIMULATE DISCUSSION AND PROVIDE GUIDELINES TO HELP YOU DEVELOP AN ACTION PLAN FOR 
YOUR ORGANIZATION. 

MAY I SEND YOU B ENCHMARK1NG FOR A FREE. NO-OBLIGATION TRIAL? SIMPLY REPLY TO THIS E-MAIL 
WITH THE WORD "YES" IN THE SUBJECT LINE AND WE'LL SEND YOU THE PROGRAM TO TRY WITH OUR 
COMPLIMENTS. WE'LL SEND YOU THIS INNOVATIVE SERIES RIGHT AWAY. AFTER 14 DAYS, WE WILL MAIL 
YOU AN INVOICE FOR SI 190 (A SAVINGS OF S595 VERSUS THE INDIVIDUAL VIDEO PRICE OF S595 EACH). 

IF YOU ARENOT COMPLETELY SATISFIED WITH BENCHMARKING SIMPLY RETURN ITTO US. YOU WILL OWE 
NOTHING. WHY WAIT TO LEARN HOW SUCCESSFUL CHANGE MANAGEMENT CAN DRAMATICALLY ENHANCE 
YOUR ORGANIZATION'S PERFORMANCE? 

SINCERELY, 

LAURA W1N1G rlU. ZA 



SUBSTITUTE SHEET (RULE 26) 



WO 01/06435 



PCT/USOO/19403 



5/6 

DIRECTOR 

RS.1FY0U PREFER, PRINT OUT THIS INVITATION. INITIAL IT AT THE TOP, ( PLEASE VERIFY YOUR 
SHIPPING ADDRESS IS CORRECT AS LISTED ABOVE WE MUST HAVE A STREET ADDRESS FOR 
SHIPMENT) AND FAX ITTO 617-496-1029, OR SIMPLY CALL 1-800-668-6780. PLEASE BE SURE TO 
MENTION PRIORITY CODE 3275. 



CONTACT INFORMATION 



BELOW PLEASE FIND THE CONTACT INFORMATION WE CURRENTLY HAVE ON FILE. IF THIS 
INFORMATION IS NOTCORRECT, PLEASE MAKE YOUR EDITS BETWEEN THE APPROPRIATE BRACKETS 
AND RETURN - VERBATIM - AS PART OF YOUR REPLY E-MAIL. PLEASE INDICATE ANY ADDRESS 
CHANGE BY INCLUDING THE WORDS "ADDRESS CHANGE" AT THE TOP OF YOUR ORDER-REPLY. 

IF YOU WISH TO UNSUBSCRIBE FROM SPECIAL OFFER MAILINGS. PLEASE REPLY TO THIS E-MAIL 
MESSAGE WITH THE WORD "UNSUB" AT THE TOP OF YOUR REPLY. 



_BILLINGADDR£$S_ 

BILL FIRSTNAME: 
BILL LAST NAME: 
BILL TITLE: 
BILL COMPANY: 
BILL DEPARTMENT: 
BILL ADDRESS 1: 
BILLADDRESS2: 
BILLADDRESS3: 
BILL CITY 

BILL PROVINCE/STATE: 
BILL POSTAL/ZIP CODE: 
BILL COUNTRY: 
BILL PHONE: 
BiLLFAX 
BILL EMAIL: 



WILLIAM 
HERP 

PRESIDENT 
E-CARE GROUP INC. 



] 



1646 MASSACHUSETTS AVE. 



EX1NGTON 
MA 
02173 



WHERP«AR£.COM 



_SHIPPING ADDRESS (IF DIFFERENT). 

SHIP FIRST NAME: 
SHIP LAST NAME: 
SHIP TITLE: 
SHIP COMPANY: 
SHIP DEPARTMENT: 
SHIPADDRESS1: 
SHIPADDRESS2: 
SH1PADDRESS3: 
SHIP CITY: 

SHIP PROVINCE/STATE: 
SHIP POSTAL/ZIP CODE: 
SHIP COUNTRY: 
SHIP PHONE: 
SHIP FAX: 
SHIP EMAIL: 
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